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 A B S T R A C T  
The research aims to analyze the effect of multiple role conflict on employee perfor-
mance in banking moderated by self efficacy. The type of research is quantitative re-
search. The population was all female employees who worked in banking. Data collec-
tion techniques used a questionnaire by taking 100 respondents who working for at 
least 1 year in banking and already married. The analytical tool uses Moderated Re-
gression Analysis (MRA). The results obtained in the first model shows that the mul-
tiple role conflict variable has negatively and significantly affect the performance of 
the employee. The second model shows that self efficacy has a positive and significant 
effect on employee performance. The third model shows that self efficacy is not a mod-




Human resource management is the critical thing to apply for a company because it is the steps of plan-
ning, selecting, drawing, developing, maintaining, and using human resources themselves to achieve indi-
vidual and company goals. One thing that can determine the success of a company is employee performance. 
Employee performance refers to employee work performance measured by the company's criteria or stand-
ards (Fadzilah, 2006). Performance is the level or result of a person's success as a whole during a specific 
period in carrying out a task compared to all possibilities such as work standards, targets, or targets or criteria 
that have been previously and mutually agreed according to Rivai & Basri (2005). 
Self-efficacy is needed in developing employee performance because self-efficacy in an individual will 
lead to confidence in the ability to complete the work given on time. According to Bandura (1997), self-effi-
cacy is defined as the belief that an individual has about his ability to show a particular behavior or set of 
practices. The concept of self-efficacy is related to the extent to which individuals understand their potential 
to be integrated into specific actions in overcoming situations that may be faced in the future. 
According to Gibson et al. (2003), role conflict arises when a person in a company receives inappropriate 
messages about inappropriate role behavior. Role conflict will affect individual performance. However, role 
conflicts that occur in organizations can be minimized by the presence of self-efficacy of company employees. 
According to (Muallifah & Astuty, 2016), about this self-efficacy, someone who does not know where to go 
to make a decision will still take decisions or actions of his own accord. Because the higher the role conflict 
experienced by a person, it will harm on their performance. According to Greenhaus and Beutell (1985) in 
Ansari (2011), women will have a higher experience of dual role conflict in terms of family responsibilities 
and allocating most of their time to the family compared to men. 
Indonesia has experienced an increase in the number of the workforce based on data from the Central 
Statistics Agency (BPS), the workforce in February 2019 increased by 2.24 million people when compared to 
February 2018 to 136.18 million people. Significant growth in the working-age population continues in Indo-
nesia, where 30% of the 136.18 million workforces are women (Ministry of Manpower and Transmigration, 
2019). From these data, it shows that women are currently actively involved in the world of work to pursue 
personal careers and support family wealth. This situation also indicates an increase in the number of dual-
career women. They are independent career women at work and active, responsible wives/mothers in their 
families. This family pattern makes it difficult to divide time between work and family demands, especially 
* Corresponding author, email address: 1 awanislinati@dsn.dinus.ac.id, 2 amandadyla.udinus@gmail.com, , 3 rade-
nayu.riskia@gmail.com, , 4 fbr10@dsn.dinus.ac.id.com 
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women who work in the banking sector (Ashfaq, Mahmood, & Ahmad, 2013). Business competition in the 
banking world is getting sharp. Management must be able to provide satisfying and proactive services to its 
customers to develop and survive, by understanding customer perceptions of bank services and applying 
them according to what customers want. 
Based on the background description above, the subjects of this study are women career with the object 
of a state-owned bank in Semarang. This research aims to: 
a. Analyzing the effect of multiple role conflicts on employee performance in banking 
b. Analyzing the variable self-efficacy moderates the effect of multiple role conflict on employee per-
formance in banking 
 
2. THEORETICAL FRAMEWORK AND HYPOTHESES 
 
Multiple role conflict 
 
According to Robbins, role conflict is a situation in which the individual is faced with expectations 
of different roles. With the role conflict experienced by individuals, it will have an impact on individual 
performance. The higher the role conflict experienced by a person, the bad effect on his performance. Role 
conflict can lead to misunderstanding and clashes between members of the organization. If a person is not 
able to control role conflict within him, it will disturb one's emotional stability. 
 
Employee performance 
According to Donelly, Gibson and Ivancevich in Rivai (2005), performance refers to the level of suc-
cess in carrying out the task and the ability to achieve predetermined goals. Donelly, Gibson and Ivancevich 
in Rivai (2005) explain the factors that affect performance, including: 1) Expectations regarding rewards 2) 
Encouragement 3) Ability 4) Perceptions of assignments 5) Internal or external rewards 6) Perceptions of 
reward and satisfaction levels work. 
The performance impact as described by Umam (2010) includes: 
1) Achievement of targets 2) Employee loyalty 3) Training and development 4) Promotion 5) Positive behav-




Goleman in Luthans (2006) explains that self-efficacy is a basic construct for EI or optimism. Directly, 
the self-efficacy process begins before individuals choose their options and initiate their efforts. First, people 
tend to consider, evaluate, and integrate information about perceived capabilities, Goleman in Luthans 
(2006). Goleman in Luthans (2006) explains that self-efficacy can affect behavior selection, effort motivation, 
endurance, facilitative thinking patterns and resistance to stress. Bandura in Luthans (2006) explains the 
sources of self-efficacy, including experience of mastery or performance achievement, personal experience, 
social persuasion and physical and psychological improvement. 
The existence of role conflicts that occur in the organization will cause misunderstanding among 
members of the organization. Role conflict is very influential on performance. When someone had experi-
ences a high role conflict, their performance will tend to decline. However, role conflicts can be minimized 
by the presence of self-efficacy possessed by members of the organization. Someone who has high self-effi-
cacy will be able to reduce role conflicts that exist in the organization, both that occur between individuals 
themselves or between groups. People who have high self-efficacy will be able to complete their tasks opti-
mally and be more professional.  
 
Multiple role conflict and employee performance 
 
In the environment work, there are various kinds of problems that can sometimes lead to conflict, be it 
small, medium to large conflicts (Fahmi, 2011). Conflicts can occur in individuals themselves, interpersonal, 
between groups, and organizations (Luthans, 2006). Conflict between family and work is an example of role 
conflict experienced by employees (Luthans, 2006). This role conflict is caused by the many roles of humans 
in life, where the diversity of these roles can cause conflict in itself. According to Greenhaus (1985), multiple 




demands of work and family roles cannot be in harmony with each other in several ways. Lee & Hong (2005) 
stated that there are two types of multiple role conflicts, namely work conflicts affecting family or work-to-
family conflicts and family-affect-work or family-to-work conflicts. Work-to-family conflict will occur when 
work roles interfere with family roles while family-to-work conflicts occur when family roles interfere with 
work roles. In this study, work-to-family conflicts where conflict between work and family roles can cause 
pressure and decrease performance. 
To analyze this problem, there are several studies that seek to determine valid effects and also provide 
empirical support for the conflict on employee performance, although still in limited numbers (Netemeyer, 
Boles, & McMurrian, 1996). Research conducted by Patel, Govender, Paruk, & Ramgoon (2006) rejects the 
relationship between multiple role conflicts and employee performance. On the other hand, Ashfaq, 
Mahmood, & Ahmad (2013) reported that employee performance was influenced by multiple role conflicts 
in the banking sector. Therefore, based on previous research, the first hypothesis of this study is, 
 
H1: Multiple role conflict has a negative effect on employee performance 
 
Multiple role conflict, Self-efficacy and employee performance 
 
Self-efficacy is concerned with the perception that efforts will produce successful results, which in-
creases an individual's ability to sustain efforts when pursuing goals (Bandura, 1997). Employees with self-
efficacy are more likely to show persistence and intensity in their approach to their employee roles and seek 
more challenging goals (Bandura, 2006). In this study, we sought to explore whether the personal character-
istics of general self-efficacy make individuals resistant to the impact of the threatening work-family conflict. 
In line with previous research, conducted by Glaser & Hecht (2013), choosing self-efficacy for several reasons. 
First, these are the main beliefs that individuals have about themselves, which include their perception of 
their ability to deal with different situations and determine the coping strategies they adopt (Bandura, 1986). 
Second, self-efficacy theory directly assumes that individuals with high self-efficacy are more likely to believe 
that they can cope with dangerous stress and are less likely to see situations as a threat so as to increase their 
employee performance (Lazarus, 1993). Grandey & Cropanzano (1999) assert that individuals who are higher 
in self-esteem are less affected by work-family conflicts. Third, many past studies have considered self-effi-
cacy to be central to the stress process and there is evidence that it is negatively associated with performance-
enhancing emotional exhaustion (eg Greenglass and Burke, 2002). 
Previous research conducted by Glaser & Hecht (2013) suggested that individuals who have low self-efficacy 
will feel more threatened because the conflict between work and family increases. So with this reason that 
conflict is more threatening when individuals lack confidence in their ability to face the situation. Individuals 
who lack self-confidence may be more likely to worry about having adequate resources to handle the de-
mands of a role and are more likely to worry about how others will view them if they cannot cope with the 
situation and will cause deterioration in their performance. Someone who has high self-efficacy will be able 
to reduce role conflicts that exist in the organization, both that occur between individuals themselves or be-
tween groups. People who have high self-efficacy will be able to complete their tasks optimally and be more 
professional. Therefore, both studies found extensive evidence and support for the relationship between self-
efficacy as moderation between multiple role conflicts and employee performance. Therefore, the second 
hypothesis in this study is, 
 




Figure 1 Conceptual Research 
 
3. RESEARCH METHOD 
This study used 100 bank employees as a sample in four commercial / government banks in Semarang. 
The research sample is permanent female workers who have worked for more than one year in the office and 
have been married according to previous research conducted by Patel, Govender, Paruk, & Ramgoon (2006). 
The study asked respondents to fill out and answer questionnaires to find out whether multiple role conflicts 
will lead to reduced performance in the workplace. Then, the study analyzed whether the self-efficacy vari-
able moderated the effect of multiple role conflict on employee performance in banking.  
The sampling technique used was purposive sampling technique with predetermined criteria. Samples 
taken or used were 100 respondents. The data used in this research is primary data that comes from a ques-
tionnaire. The data analysis method used is Moderated Regression Analysis (MRA). 
In this study, multiple role conflict is an independent variable. Multiple Role Conflict (X) is measured 
based on measurements made by Frone, Russell, & Cooper (1992), with similar items Netemeyer, Boles, & 
McMurrian, (2005). Fourteen pieces of appropriate and related questions were used to determine how often 
employees faced conflict regarding work and family roles, or vice versa. This study's dependent variable in 
this study is employee performance (Y) operationalized by the seven research items of Williams & Anderson 
(1991). Self-efficacy as a moderating variable is measured using the eight items "new general self-efficacy 
scale" (NGSE) developed by Chen, Gully, & Eden (2001). All variables use a five-point Lik-ert scale (from 1: 
strongly disagree to 5: strongly agree). 
 
4. DATA ANALYSIS AND DISCUSSION 
Table.1 First Model Regression Test Results
 
Table 1 shows the results of hypothesis testing. In this study, the first hypothesis test results showed a 
negative effect of multiple role conflict on employee performance (β = -0.304; p <0.01). In other words, em-
ployees who experience multiple role conflicts will have a lower level of performance. The results showed 
that in the t test the t value was -2.432 with a sig value. 0.018 means that there is a negative and significant 
effect of multiple role conflicts on employee performance. 
 Supports research previously conducted by Ashfaq, Mahmood, & Ahmad (2013) and Netemeyer, Boles, 
& McMurrian (2005). Shows that employees' multiple role conflicts are destructive and cause a decrease in 
their performance. Therefore, our hypothesis H1 that multiple role conflict has a negative effect on employee 
performance is supported. 
This study's results are consistent with research conducted by Ashfaq, Mahmood, & Ah-mad (2013), 
which shows that multiple role conflicts have a negative and significant effect on employee performance. 
These results indicate that the higher the multiple role conflicts faced by female workers, the lower their 
performance. It happens because employees who work in banking experience less concentration at work 
because they think about personal matters that are outside of work or work roles interfere with the role of 
the family, then with the role that employees in banking must fulfill work in the office and must also be 
fulfilling work at home makes the employee experience difficulty in handling it so that it has an impact on 
the performance of the employee. Worry about what will happen at home, making it difficult for women 
workers to work correctly, is the highest value of the questionnaire distributed. Because of this, employees 
experience a decrease in concentration to work well, which causes a reduction in employee performance. 





The results showed that in the t-test, the t value was 4.543 with a sig. 0,000 means that there is a positive 
and significant effect of self-efficacy on employee performance. In the F test, the Fount value obtained is 
14.277 with a sig value. 0,000. Therefore, it can be concluded that the multiple role conflict variables and self-
efficacy have a simultaneous or joint effect on employee performance. The results of the calculation for the 
value of R square (R2) obtained some 0.334, which means that the multiple role conflict variable and self-
efficacy (independent variable) can explain the variation of the dependent variable, namely employee per-
formance of 33.4%, while the rest (100% -33.4 % = 66.6%) explained by other factors that were not included 
in this regression model. 
Table.3 Third Model Regression Test Results
 
The results showed that in the t-test, the t value was -1.714 with a sig value. 0.092, which means that self-
efficacy does not moderate the effect of multiple role conflict on employee performance. Therefore, our hy-
pothesis H2 that self-efficacy moderates the relations between multiple role conflict and employee perfor-
mance is rejected. 
This study's results contradict the results of previous research conducted by Glaser & Hecht (2013), 
which suggested that individuals with low self-efficacy will feel increasingly threatened because of the con-
flict between work and family increases. So it is for this reason that conflict is more threatening when indi-
viduals lack confidence in their ability to face the situation. Individuals who lack self-confidence may be 
more likely to worry about having sufficient resources to handle the demands of a role and worry about how 
others will view them if they cannot cope with the situation. This will result in a decline in their performance. 
Someone who has high self-efficacy will be able to reduce role conflicts in the organization, both between 
individuals themselves or between groups. People who have high self-efficacy will be able to complete their 
tasks optimally and be more professional. The discrepancy of this research is due to differences in research 
objects and the existence of other variables that can strengthen the relationship between multiple role con-
flicts and employee performance as a moderating variable, namely emotional exhaustion by Karatepe (2013). 
 
5. CONCLUSION, IMPLICATION, SUGGESTION, AND LIMITATIONS 
 This study proposes and examines a research model investigating whether multiple role conflicts has a 
negative effect employee performance and self-efficacy acts as a moderating variable that strengthens the 
relationship between multiple role conflicts and employee performance. This relationship was evaluated 
through data collected from married female banking workers. The results show that the first hypothesis is 
accepted, where there is a negative relationship between multiple role conflicts and employee performance. 
 Self-efficacy directly influences employee performance in banking, and self-efficacy has a positive and 
significant effect on employee performance in banking. However, from the research results, the second hy-
pothesis is rejected. Self-efficacy is not a modifier in the relationship between multiple role conflicts and the 
performance of female employees in banking. 
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 These empirical findings provide several important business implications. Since the sample is women 
with multiple roles in the banking industry,  one of the main sectors of working women involved, exceptional 
attention to relieving pressure is imperative. As an involved organization, the bank can provide some sup-
port to its employees, such as the arrangement of child care facilities/playgroups for women with early 
childhood, flexible work schedules, and a supportive work environment. On the other hand, the government 
can offer outstanding support to women workers by arranging special leave for married workers to partici-
pate in family activities, such as paternity and child sick leave. Human resource banking practices must be 
more selective and proactive in designing work assignments and positions between single and married 
women. An appropriate arrangement to account for marital and family status will reduce pressure and con-
flict between work and family for dual role women. 
 Researcher's suggestions for further research, among others, should be carried out at various companies 
or similar institutions. This is so that the research results can compare the performance of their employees. 
Further, researchers should add other reference data as a reference and the number of re-sponsors that is 
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